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Subsidence claims service
IS on the point of collapse’

THE subsldence claims-handling market is “heading
for meftdown” due to a lack of qualilied statf, according
to contractors,

Roger Boddy, chairman of ASUG Plus, said: “Could we
cope with ancther surge? Probably not”, highlighting fears
that staff and skills shortages in the market are only going
to getworse in the foreseeable future.

“We ara concernad that labour raleés are about fo
incresse, particularly in the South-east in the run-up to the
2012 Olympics, and we predict a shortage that will affect
fhe whole industry,” he added. “We pay a8 mult-skilled
person £1000 & week — £52 000 & year — but someons
working in east London on the Olymplc site could expect
o earn £2000 to £2500 a week"

Speaking from the fioor, Victor Handley, deputy aroup
managing director of Van Elle;, added: “Many of you are
in denial. Why is that? When | look around it is the same
faces that | have seen for 20 years. You may work for
different companies, have moved from contractor to
contractos or loss adjuster 10 loss adjuster, but you arethe
sAMe pecpie.

“There are now fewer contractors working because
they are not getting paid and are going out of business.

m Boddy: the mumuun'tnunemha surge.

Thera are atso not any young people working in the
market — becausa when they start work, they are given
100 claims folders. Then, when the pressure bullds to 2
crescendn, they decide they have had enough and are stili
young eraugh for @ career change.”

Mr Handley wamed the situation was getting
“worse and worse and we are heading for meltdown”.
Hi added that something needed to be done, advocat-
ing the Subsidence Forum as the starting place for a
constructive conversation.

Late payers unmasked

ASUC Plus chairman Roger Boddy unvelled research caned out among confractors by hﬁmgmmﬁm showing that
speed of payment vanes Maﬁmﬂyﬂap&mﬂm on vmuihe conlraclon's paymaster is.
He said that wiiile Ma{:tﬂmﬂrrmk:rwﬂ directly by insurange umﬂpanﬁaa mmfemanttnhe paid within 30 days, and
within seven lo 10 uai_.ism many cases, the recard for project managers and intermediary loss adjusters was a jot
worse, coming in at more than 60 days.

Mr Boddy described this as “payment abuse” and cited it as a mmmmwsmpwhgmu!ﬂm
market. According to the research, local authorities and main contractors pay within 60 days.

Are payment systems working?

A recent survey Involving ASUC Plus members revezled the tollowing:

Client Payment period (days): 0=30 30-50 6080 90+
Local authorities v v

Main contractors v v

Engineers, surveyors and intermediary loss adjusters v v
Project managers v v
Insurance companies direct v
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THE British Geological Society is close o1
digital mapping system, which it believes ¢
{utionise how subsidence claims are handl

Having devised the GeoHazard Suscer
— known as GHASP — in the early 19¢
gedlogy of the country, the BGS is now fa
Geosure digital map product for the Ins
This will provide geclogical data on 'm
of Great Britain at a scale of 1;50 000 1
postoode level.

“Digital data Is the only way forward,
BGS’s manager of geological hazards, P
Culshaw, adding that the latest version ¢
now in the “final stages of devetopmant”,

Looking ahead, Professor Culshaw saic
to complete s mapping of Great Britai
improve its accuracy from a scabe of 1:50 (
starting in heavily populated areas, In ad
plans to add other features to the maps, |
gaohazards and abandoned mines.

Reworded polic
‘risky and uncle

JOHN Parvin, Zurich's subsidence claims m
insurers: that by simplifying their policy wo
exposed themselves to the risk of wider
and, therefore, mare or larger claims.

He also pointed to other problems
within policles, including the fact that many
*as a consequence of normal conditions™
define what those conditions are. And comr
Mr Parvin continued, contain exciusions su
eCcurrng prior to inception of policy”, wh
cuuld also be problematic to enforce.

He added that the insurance industry ha
defined what subsidence i — it stll relies
Ombudsman Senice’s definition from 79¢
subsidence policies had not changed much £
wihen the cover was first offered. This iz dey
nesvbuilds berefited from modem construct

He accepled that there were protoc
with subsidence claims and policyholders
Association of British Insurers’ ‘tres-roaf ¢
‘change of insurer agreement’, but he que
tive these were, and whether they addad
i be fooked at" Mr Parvin insisted,
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B Plante: personai element not so important.

dealt with is “filled with process”, “bogged down in Jetters,
g-mails and queriee” and that communication needed to
be improved,

pimmer

search currently being carried out by the Clay Research Group
"B0Ucing ciay shrinkage. This takes advantage of slectron

| designed to reduce transpiration,

I and Tim Hazeel, National Bullding Services Performiance

=n Plante about the one-off treatment which, if successful, he

abiric of the soil permanently” would be camied outin September
| ieam of leading academics.
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Can't pay, won't
pay? Adjusters
accuse insurers

ACCORDING o a five and interactive voting session wharg
panzliists were put on the spot to respond o survey
results, insurers and loss adjusters blame each other for
the subsidence payment probiem,

Nearly 50% of Inss adjusters directy Hamed insurers
tor the poor record on payment, while 45% of insurers
felt the opposite was frue. Both parties agreed that &
web-based system needed fo be infroduced, as there Is
currenty far to much paparwark involved,

Gary Sirong, subsidence and surveying services
direcior at GAB Robins, sald: "Insurers are understaffed
and that means involces are being left on desks when they
should have been sent to the loss adjusters. Sometimes it
takes us mare than three weeks to chase down Invoices
we have recommended for payment.”

Johin Parvin, subsidence claims manager at Zurich,
responded: “The survay reflects that the fault lies with a
range of parties, with the big problem being the number
of touches in the chain.”

The paneliists agreed that the process is far too com-
plicated and that creative solutions are needed, such as
meving to electronic payment systems, bringing in brokers
to help on some claims or arranging for suppliers to &y
coniractors on behalf of the insurer.

The market was also divided over the standard of
service Imsurers received from thelr suppliers. Despite
almost half of delegates reporting that the two sides are
collaborating wedl, 13% falt suppliers offered-a poor serv-
ice, while 12% said the service provided was better than
fnatrers deserved,

Faul Stankey, masaging director of Infront Solutions,
said: “Some people are happy with the status quo but
there needs to be a step change in order to drive costs
down. Whoever ks brave enough to fake the step will get
the reward — businesses nead Investmant,”

Other poll questions revealed that ‘38% of del-
egaies agreed that insurers” customer service levels had
improved steadily over the past five years; however, 32%
befleved all businesses involved in subsidence claims
communicated poory with policyhoiders.

Mr Parvin concedad that: *In the past we've failed to
manage custormers' expeciations of the fimescale of a
subsidence claim,” while Mr Stanley added: “Exira invest-
mant in ‘nice” people is the key to quick and effective

communication with palicyholders,”
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